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INFORMATION REDACTED PURSUANT TO THE FREEDOM OF INFORMATION ACT (FOIA), 5 U.S.C. 552(B)(6)

TO: US DEPARTMENT OF TRANSPORTATION 25 September 2025
NATIONAL HIGHWAY TRAFFIC SAFETY ADMINISTRATION

OFFICE OF DEFECTS INVESTIGATION (NVS-210)

1200 New Jersey Ave-SE

West Building

Washington, DC 20590

New Haven, M

Ref: ODI # 11688342

Sub: 2022 THOR Palazzo 33.5 motorhome front cap and windshield movement, VIN#

| purchased the motorhome New from General RV on 3 February 2023. On 4 July 2025 | left on a
trip to Panama city, Florida, | departed for home the morning of 9 July 2025, at this time the
front cap and windshield were fine.

After | got into Michigan approximately 160 miles from my daughters house the windshield
started to move from side to side bouncing around, | pulled off the highway and inspected the
windshield and front cap, | pushed on the windshield from the inside and outside and it did not
move, when | started driving again the windshield started moving again so | kept the speed at
55mph. when | arrived at my daughters house | noticed that the windshield had began to crack
on the lower drivers side, further inspection revealed that there was a stone chip that
compromised the integrity of the windshield causing it to crack due to the stress of it moving
around.

At the end of July | dropped the motorhome off at John R Glass when the new windshield
arrived. | picked the motorhome up on 4 August 2025, while driving home | noticed that the
windshield was still moving, | turned around and returned to John R Glass and talked to the tech
and explained what was going on, he explained to me that when they installed the new
windshield they were unable to get it to stay where it belonged so it was approximately 1 inch
lower than it should be, he then opened the front cap and showed me the brackets that are
supposed to hold it in place and said that there must be something wrong with them.

| drove the motorhome immediately to General RV in Mount Clemens, MI. | explained what was
happening with the windshield and what the glass Tech had said. The service rep Craig Laporte
wrote up a work order and | left the motorhome there on 4 August 2025.
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On 21 August 2025 Craig notified me the service department had completed the repairs that

the THOR Technical Support office told them to do to fix the problem and said the service Tech
-ttached). | paid for the work

drove it and didn’t see any movement (work order
provided and started to drive home, once | started driving on the road the windshield started to

move again, | turned around and returned to General RV but the service department had closed
so | left the motorhome there because | didn’t think it was safe to drive.

On 22 August 2025 | returned to Gener d Craig that the repairs were unsuccessful so

Craig wrote up a new work order (WO

have it checked out. The service
department drove the motorhome on the road and verified the front-end cap was still moving
from side to side causing the windshield to jump around. (it turned out that the Tech had only
driven around the parking lot after the repairs) on 4 September 2025 the General RV service
department sent THOR Technical Support a video of the front cap and windshield moving and
requested additional assistance to figure out what is causing the defect, as of today 25
September 2025 THOR Technical Support has not replied to any requests, it appears that THOR
Motor Coach company has decided to ignore the problem, that is why | have filed this
complaint. General RV is unable to figure out the problem on their own so | guess I'll have to
bring the motorhome that | cannot safely use home.

Any assistance your agency can provide would be greatly appreciated.

Sincerely,

4 attachments enclosed with this letter

WO hn R Glass statement showing that the
windshield was replaced due to damage resulting from the windshield moving while driving

| will email a video of the windshield moving as soon as | get the motorhome back.



< DRoP OFF woek ofoER GENERAL R.V. CENTER, INC
N 24583 NORTH RIVER RD
SDIH Y9342 MT CLEMENS MI 48043
(PH) 586-954-3600

WO

Cust Stock #: 248676 Purchase Date: 03 FEB 23
Addr Stock Desc: 2022 A-D THOR PALAZZO Date In: 04 AUG 25
VEN, MI 33.5 Promise Date:
ﬂ Model: 33.5 Promise Time
Home Phone: Serial #: Schedule Date:
Work Phone: Chassis _ Completed
Author:CLAPORTE Mileage: Warr. Date: 03 FEB 23
Location: IH Key #:
Invoice # Reg'n #:
License # R
Trim:

Job #1 - External
CUSTOMER STATES FRONT GRILLE IS COMING LOOSE BRACKETS MISSING BOLTS/ CUSTOMER
STATES THE WHOLE FRONT END IS SAGGING BEACUSE OF IT

Estimated Amount: 248.84 CwsT¢mék STATEMEN ¢ T ACTURIYy STRTEP ThT Thele LS SermeTRING wReik Wi7d THE
FROWT CRP RS TT & BAnETni RSL PEXVe APy wkIPS THE O IADSHELLD Boicpf RRd PéVE BRonD Lo f72org TN THE

Labor

Code Description Mechanic Rate Total

2892 DIAGNOSTICS 225.00 0.00

Other Services —~ZDEHTELD CRACKINE 08 Re Widy HoMEFLOM FoATOA 40 D HAVZN To B2 Ke Pincid,

Code Description Qty Price Total

ENV ENVIRONMENTAL FEE 1.00 1.50 1.50

FRTCCE CRATING ON CASH 1.00 0.00 0.00
WORKORDERS

FRTE FREIGHT ON EXTERNAL 1.00 0.00 0.00
WORKORDERS

FRTUPSE UPS ON CASH WORKORDERS 1.00 0.00 0.00

SS

e vt ot R e T STt B o 8000 s S e

; . » I TEAT Tk WID SHIELD WS STIU pgpi/r
T Reruancd To Tths R CIASS Hri e cerrane 11 Yy ZecuSubtotal for Job #1: 50 »7.
HET2iD M E TenT The IZD SHrEld T T Lews MpP Thcpoces nem BOIE TO (ET Iy
Job #COMM - External 7¢ $7k) Wielc 7 SHewid BE 1B RP Thele (Qwid QL SimPTHINE wBPLE WITX
PLEASE COMMUNICATE WITH ME BY: T#& GRR#cK E7S THAT HOLPS Th €« wisd SHredDd ROD Frte Iy cip
EMAIL: L i/RCE, T Zhtm FOZATLY DRo Ve The 71 H T¢ CENE RR) RV Whel £ X PR CHRSEDTT
CELLE: DS T ConszifiED THE WiH G SRFETO PATVe RVY Lense DZSTRNCE WITh FHE FronT e
TEXT: /?;\417 WZWD SHLELD MovInC RROwny) ArD This O Zw) SHITELD I1PD RIRERDy CRECKEY s 2

RESCLy MEvIwn M VuléurZn

Labor
Code Description Mechanic Rate Total
2992 DIAGNOSTICS 225.00 0.00

Subtotal for Job #COMM: 0.00

Job #COURTESY - External
GENERAL RV IS COMPLETING A COURTESY INSPECTION OF YOUR RV
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Subtotal for Job #COURTESY: 0.00

Parts Total 0.00

Labour Total: 0.00

Sublet Total: 0.00

Extras Total 1.50

MICHIGAN SALES TAX: 0.09
WORK ORDER TOTAL: 1.59
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REPRLL com PrETzom # |

W oRK ORDER

ODIT HI/633342

WO
Cust

Home Phon
Work Phone:
Author MMERITHEW

Location:;
Invoice

GENERAL R.V. CENTER, INC
24583 NORTH RIVER RD
MT CLEMENS MI 48043
(PH) 586-954-3600

Stock #. 248676

Stock Desc: 2022 A-D THOR PALAZZO
335

Model: 33.5

Serial #:
Chassis
Mileage:1

Key #

Reg'n #
License # R
Trim:

Purchase Date: 03 FEB 23
Date In: 14 AUG 25
Promise Date:

Promise Time:

Schedule Date:
Completed: 21 AUG 25
Warr. Date: 03 FEB 23

Job #1 - External

COMPLAINT: CUSTOMER STATES FRONT GRILLE IS COMING LOOSE BRACKETS MISSING BOLTY/
CUSTOMER STATES THE WHOLE FRONT END IS SAGGING BEACUSE OF IT
*AUTH: 15.0 HOURS Qg ppZaS Com PIETED weRE ©# ADVICE From THOK RV TECH Surrear”
~JIC' IJE /)/}(7‘7,45,‘_,1/ KEVID vesi \//;/L'—N/'_r/‘}

Refer to MM2372*

CAUSE: Front cap is moving,8 brackets that holds front cap the apoxsee let go

CORRECTION: Tech removed all windsheild trim and dash covers to access brackets. Tech removed
brkts,ground off all old epoxy then reinstalled with propper epoxy. Tech found front cap mount screws that
that hold front cap to side wall broke off. Tech removed windows and drilled holes and installed 6 screws on
each side to secure mount to framing. Tech installed 2 metal braces from frame to lower cap. Tech

reinstalled all trim and took for a test drive. Tech did not see any movement in front cap. 15hr labor Jeff _

Childers. THE TECH oniY DRCVE TAE MK pRewrID PREKZRE Li7, RFTERT PICKED MH «p? FROM DERIEK RB ™
ON THE RDT HRD 70 RETGlN MK To OERLER SHIP RS Thee WZRISHTFE D WAS STII IOVINE DECR L SE The FRED7
CRPIRE STIH MEVIPG RS, KEUTN X VAECTIR 271 M O iond 282

RBDIRoVE

Labor

Code Description Mechanic Rate Total

2992 DIAGNOSTICS JLC 225.00 0.00

Z992 DIAGNOSTICS JLC 225.00 0.00

2992 DIAGNOSTICS JLC 225.00 0.00

2992 DIAGNOSTICS JLC 225.00 0.00

2992 DIAGNOSTICS JLC 225.00 0.00

Z992 DIAGNOSTICS JLC 213.75 3,206.25

Other Services

Code Description Qty Price Total

ENV ENVIRONMENTAL FEE 1.00 1.50 1.50

FRTCCE CRATING ON CASH 1.00 0.00 0.00
WORKORDERS

FRTE FREIGHT ON EXTERNAL 1.00 0.00 0.00
WORKORDERS

FRTUPSE UPS ON CASH WORKORDERS 1.00 0.00 0.00

SS SHOP SUPPLIES 1.00 24047 240.47

0SS EPOXY/PANEL BOND 1.00 66.16 66.16

Subtotal for Job #1: 3,514.38

© 2025 Integrated Dealer Systems
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Parts Total:

Labour Total:

Sublet Total:

Extras Total

MICHIGAN SALES TAX
WORK ORDER TOTAL:

0.00

0.00
3,206.25
0.00
308.13
18.49
3,532.87

© 2025 Integrated Dealer Systems
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GENERAL R.V. CENTER, INC.

MoTER HomE REFTURN WorRK 24583 NORTHRIVERRD ~ OAZ 4 (469G 342
@ RDER RFTER RTTEM PTED MT CLEMENS MI 48043
RE PRIRS FRIIEPTE FIX Phe8/Em1 (PH) 586-954-3600

WO #

Custo Stock #: 248676 Purchase Date: 03 FEB 23
Addre Stock Desc: 2022 A-D THOR PALAZZO Date In: 22 AUG 25

33.5 Promise Date:

Model: 33.5 Promise Time:

Home Phone:

Serial#: C Schedule Date:
Work Phone Chassis #_ Completed: 17 SEP 25
Author:CLAPORTE Mileage:9 Warr. Date: 03 FEB 23
Location, Key #
Invoice t_ Req'n #:

License # R

Trim

Job #1 - External

COMPLAINT: CUSTOMER STATES WINDSHIELD IS MOVING WHILE DRIVING. SERVICE ADVISOR
DROVE RV AND WINSHIELD IS MOVING SIDE TO SIDE ROUGHLY 1/2" TO 3/4". DIDNT NOTICE ANY
MOVEMENT UP AND DOWN

CAUSE: Sent video of front cap moving 9-4-25 at 2:24 pm. 76 7/40R TECH S PPerT

CORRECTION: Put dashboard and a- pillar back together.Jeff Childers.

Labor

Code Description Mechanic Rate Total

Z992 DIAGNOSTICS JLC 225.00 0.00

2992 DIAGNOSTICS JLC 225.00 0.00

2992 DIAGNOSTICS JLC 225.00 0.00

Other Services

Code Description Qty Price Total

FRTCCE CRATING ON CASH 1.00 0.00 0.00
WORKORDERS

FRTE FREIGHT ON EXTERNAL 1.00 0.00 0.00
WORKORDERS

FRTUPSE UPS ON CASH WORKORDERS 1.00 0.00 0.00

Subtotal for Job #1: 0.00

Job #COMM - External
CUSTOMER HAS TRIP NEXT THURSDAY 8-28 RS 0F 24 SEPRoLs Pty NoTeR WomE XS S74il STTTING
RT GLPERRL RV, ThE SEXVICE Déppas measy STHATED JRn)

PLEASE COMMUNICATE WITH ME BY: THoR TECH € cPoat HAS WeT RESPenDeD To There

Egd; /{)ic"_‘"- s7 FC R 7R FRECRER SwpPorcrT REPDZy
] 1RPPERRS THAY THOR HARS (CASHED TAEIR HanDs OF

TEXT: THE ST7TURTZero OF R I7cnif ¢b0 I 34 opo Peitnn

Labor 277 ThnT L'VE 0p For QI mevTies warh /3 000 MLIESON

Code Description Mechanic Rate Total A S 0F 7ThE PA7E

2992 DIAGNOSTICS JLC 225.00 0.00 € £ 74&€

ZACZDERT
Subtotal for Job #COMM: 0.00 KE UL M VRIESTIR

CO : RAL RV WILL WINTERIZE YOUR RV, REMOVING ALL WATER FROM RV SYSTEM C'“:‘Z) 2:‘;:.:2,‘
AND INSTALLING RV ANTIFREEZE HBO MULTZPIE

I STANCES OF 7Thzne s
FOR YOUR PROTECTION ALL DRAIN VALVES AND/OR PLUGS ARE LEFT IN THE WINTERIZE ¢ czug one Ve IITR THRE
POSITION ¢ INSIPE OCF 7RE Comwe H
S ) ck /170 TALS manmy
PRIBIEMS \Sx74 A WE / c & T STucTED B s zug
VS ZpI5¢¢ Page 1 of 3
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LOCATION OF ITEMS: WATER HEATER DRAIN PLUG OR ANODE ROD IS IN ABAG ZIP-TIED TO THE
KITCHEN FAUCET

ANY OTHER ITEMS (SUCH AS FILTERS) THAT NEED TO BE REINSTALLED OR REPLACED IS IN
OPEN PLASTIC BAG IN KITCHEN SINK

TECHNICIAN - PLEASE TAKE PICTURES OF ALL REMOVED ITEMS AND ATTACH THESE PICTURES
TO THE WINTERIZATION JOB LINE

ADDITIONAL CHARGES WILL APPLY FOR WASHING MACHINES, ICE MAKERS, DISHWASHERS,
AQUA-HOT & TANKLESS WATER HEATERS

DUE TO COLD WEATHER CONDITIONS GENERAL RV RECOMMENDS THAT ALL RVS BE
WINTERIZED PRIOR TO 10.13.2025. ANY UNIT WINTERIZED AFTER 10.13.2025 REQUIRES OUR
TECHNICIAN TO PRESSURE TEST THE SYSTEM FOR ANY LEAKS AND ADVISE IF ANY LEAKS ARE
FOUND. EXTRA CHARGES WILL APPLY TO PERFORM THIS PRESSURE TEST

IN ADDITION, AN EXTRA CHARGE WILL APPLY IF THE UNIT IS FOUND TO BE FROZEN AND NEEDS
TO BE THAWED OUT TO PERFORM THE PRESSURE TEST AND/OR WINTERIZATION. THIS MAY
ALSO REQUIRE THE COACH TO STAY OVERNIGHT. IF PRESSURE TEST IS DECLINED, GENERAL
RV WILL NOT GUARANTEE THE WORK OF THE WINTERIZATION IN THE SPRING OF 2026.

CAUSE: Customer wants unit winterize
CORRECTION: Winterize unit,washer and ice marker have no water going into them. .8hr labor Jeff

Childers.
Estimated Amount: 180.00

Labor

Code Description Mechanic Rate Total

Z990 WINTERIZE WITH ANTIFREEZE JLC 225.00 85.50

Z990 WINTERIZE WITH ANTIFREEZE JC 225.00 94.50

Other Services

Code Description Qty Price Total

ANFR ANTIFREEZE 2.00 4.38 8.76

ENV ENVIRONMENTAL FEE 1.00 1.50 1.50
Subtotal for Job #WINT2025: 190.26

Parts Total: 0.00
Labour Total: 180.00 ‘
Sublet Total: 0.00
Extras Total: 10.26
WORK ORDER TOTAL: 190.26

Page 2 of 3
© 2025 Integrated Dealer Systems




Date 08/04/2025

Cust #

Bilcode | DUNCAN

1728 Maplelawn Drive, Troy, MI 48084
Phone: (248) 643 4235 Fax: (248) 643 4236 PO #

SoldBy | KIM

Fed. ID# 474289685

Fed. Tax #

Inst’l By

DUNCAN SYSTEMS INC.
408 S BYRKIT ST
MISHAWAKA, IN 46544

Bus.: (800) 551-9149 Fax: (574) 294-7289

THOR Policy #
Model Boady Author-
PALAZZO Style CLASS A COACH ized By 2125669

Lic. # V.IN. Claim # Loss Date | 08/04/2025

Home Bus Damage/ : i

phone | () - phone | () - cause | replace with supplied parts

Qty. 1 Part Description Block Size ] List Price J Tota
1 LABOR install glass and midg supplied
1 KIT URETHANE KIT
0
0 P/O
0 PRO
SPECIAL INSTRUCTIONS
All material sold on this invoice is guaranteed to be as specified, and is not safety glazed material unless so marked
Itis sold with the understanding that this material will not be glazed in a “hazardous location” as defined by the
Consumer Product Safety Commission. All merchandise returned for credit, refund or exchange must be in resaleable
condition, authorized for return, accompanied by this receipt, and may be subject to restocking fee. No returns will be
authorized for special orders or cut fiat glass
Deduct 250.00
Balance 250.00

RECEIVED BY The glass listed has been replaced / repaired with like kind and quality to my entire satisfaction

and | authorize my Insurance Company to pay JOHN R GLASS, LLC

8/4/25 1:22pm by ADMIN Updated 8/4/25 1.22pm by ADMIN directly for the glass and installation charges, or repairs
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